IJ"EW
MPLOYEES
larbara Baldree
Medical Review Analyst
Customer Service
�aren Bankowski
Project Manager
Operations
.orraine Banks
Claims Examiner
Private Business Claims
)avid Coleman
!aims Examiner
Blue Cross Claims Unit
lrian Collie
Health Industry Analyst
Institutional Reimbursement Program
Development

I

I

I

I
I

David Ferguson
Claims Examiner
PPC Suspense
Richard Hadley
Supervisor Central
Correspondence
ASP State Group
Correspondence
Monique Harris
Claims Examiner
FEP Provider Entry

Kathleen Huisinga
Secretary
Engineering and
Building Services

I

Gerard Laurin
Accounting Analyst
Accounts Payable

Alicia Ibera
Claims Examiner
PPC Suspense
Laury Keen
FEP Representative
FEP

Artis Henry
Claims Examiner
FEP Provider Entry

Sharon Landress
Secretary
Institutional
Reimbursement

Rebecca Huber
Accountant
General Accounting

Bertha Lemoine
Data Entry Operator
ACS Entry

PROMOTIONS

Stephanie Wynn
Claims Examiner
Medicare B Claims

I

I

I

Vol. 36, No. 13

A Newsletter of Blue Cross and Blue Shield of Florida

July 6, 1987

Workshops
enhance provider
understanding of
Reimbursement Guide

TRANSFERS
Alan Grosse
Supervisor State Group
State Group Claims
Entry

from HIS in
Tampa/Sarasota

Cindy Lunsford
Claims Examiner
PPC Suspense

T

Korean visitors receive welcome
The City ofJacksonville recently hosted visitors from Pusan, its sister city in
South Korea. BCBSF Corporate Communications Manager Jean McComb
was on hand to greet them at the airport and pass out caps bearing the BCBS
and Olympic logos. She is pictured with the chairman of Pusan's Olympic
committee and an interpreter.

HIS's Reimbursement Guide
is a big hit with providers
from HIS Communications

/n 1986, HIS Field Services under
took the task of designing a manual
for physicians who needed a compre
hensive reference guide on claims fil
ing programs and coding. This effort
resulted in the Reimbursement Guide,
which has been distributed to more
than 2,500 providers.
HIS Field Representatives in nine
branch offices have held regularly
scheduled workshops since November,
showing providers how best to maxi
mize their use of the Guide. To date,

the $90 Reimbursement Guide has
accounted for more than $200,000
in sales.
The success of the Guide was made
possible through a team effort by
many areas of the corporation. They
contributed vital information on pro
grams, benefits, claims filing and cod
ing. Through this effort, providers now
have an accurate reference guide for
the following:
• Understanding and recognizing the
I.D. card
(cont'd on p. 3)

o acquaint providers with the new
Reimbursement Guide, the West
ern Region (Tampa/Sarasota) of Field
Services has taken a pro-active
approach by offering workshops in
that area of the state. Thus far this
year, 988 people have been served in
21 workshops.
An average of 40 persons attend
each workshop to learn how to use the
Guide. They enjoy a day away from
their office in a nice hotel setting, a
social lunch, and interaction with oth
ers who are involved in trying to
obtain correct reimbursement for
their services.
Responses on evaluations indicate
that the sessions are helpful and very
well received.
Field Services representatives
involved in presenting the workshops
are Jack Egan, Kelly Palmer, Tom
Williams, Bob Clark, Dave Stroupe
and John Rebholz. They team up in
pairs to present the day-long sessions.
For the remainder of 1987, work
shops are scheduled to cover the 11
counties in the western region. Three
workshops will be offered each month
to make them available to as many
physician offices as possible, and yet
allow time for the representatives to
complete their other job functions.

Small Business Study
from Market Research

H

ow many businesses in Florida

offer a health insurance plan to
their employe es?
This was one of the many questions
that Market Research was trying to
answer in a recent study. The objective
was to learn more about the size, char
acteristics, health care needs, buying
habits and competitor activity within
the small business market.
With this increased knowledge,
BCBSF should be in a better position
to increase its market penetration by
tailoring a marketing plan to meet the
specific needs of the small business
decision maker and his/her employees.
A "small business/' for purposes of
this study, was defined as one with
two to nine employe es.
The study consisted of a telephone
survey with 600 small business deci
sion makers throughout the state. The
sample provided a good representation
of all types of small businesses.
There are more than 160,000 busi
nesses in the two-to-nine-employee
segment in Florida. This represents
more than three-fourths of all business
establishments in the state. Most small
businesses are in the service, retail and
construction industries.
The study found that 51 percent of
the small businesses in Florida offer a
health insurance plan to their employ
ees. Forty-nine percent don't, leaving it

Customer
Service

(contH from p. 1)
Good service was unexpected
up to the employees to purchase their
own individual health insurance.
The principal reasons small busi
nesses don't provide coverage are
(1) the business is too small to offer
a group plan; (2) health insurance is
too expensive; and (3) the employees
are covered by other means.
The 49 percent of small businesses
that don't offer a health plan to their
employees may present an opportu
nity for BCBSF to increase its market
penetration by providing these small
businesses with a group health plan
that is affordable and provides them
with the benefits they desire.
Some of the study's other findings:
• The top competitors selling group
insurance to small businesses are
Florida Home Builders Trust, United
Chamber Insured Plan, Prudential,
Aetna and Plan Services.
• Most of BCBSF's major competitors
offer cost containment programs
and maternity benefits.
• Most (85%) small business decision
makers purchased their health insur
ance through face-to-face contact
with an agent or sales representative.
• Small businesses that offer health
insurance to their employe es tend to
be larger (five to nine employees),
and they tend to have decision mak
ers who are more educated and who
are more likely to be female.

From a letter about Rachelle Norton
(Customer Service Representative,
Medicare B Telephone Communica
tions): 11 • • .It is not often that an
employe e in a large corporation or
in government is as conscientious as
Mrs. Norton ... "

One of the "beautiful people"
From a letter to Kim Rutledge (Cus
tomer Service Representative, Medi
care
B Telephone Communications):
11
•••M
y gratitude knows no bounds for
all your help and cooperation. These
have been very trying days in my
wife 1s illness, as you can see with all
the claims. My faith in human nature
has been vindicated. There are still
some beautiful, caring people in the
world, and you are one of them. God
bless you."

Glad for help, finally
To Kathleen Kato (Customer Service
Representative, Medicare B Telephone
Communications): "I want to thank
you for taking care of my claim. I have
been trying since June 24, 1986 to
obtain payment. It was through your
cooperation that I finally received a
check for correct payment.]/

Thanks a million!

superior Custonter
Service is when . . .

Empathy for the consumer is
foremost.
Loretta J Payne
Telemarketing - Inbound MTS
2

Reimbursement Guide
is a big hit

Whatever help Patrice Robinson
(Customer Service Representative,
Motors Unit) gave to a Clearwater
company, their billing representative
thanked her with a "personal check
from my thank account.)/ The amount
on the unofficial check was for "One
million and no/less thanks for all
your help."

• Defining levels of service for
reimbursement
• Step-by-step instructions through
HCFA 1500 claim form
• Billing primary and secondary
insurance for Blue Shield and
Medicare
• Understanding the Blue Shield Sum
mary of Benefits and Explanation of
Medicare Benefits
• Important Blue Shield and Medicare
telephone numbers and mailing
addresses
• Instructions for managed care
programs
• Out-of-state Plan payment
procedures
• Terms and definitions of BCBSF and
Medicare
• Medicare benefits, reimbursement
and guidelines
• Comprehensive listing of procedures
and modifier codes
• Understanding modifiers

Hard work pays off for HIS Field Services

Many employees worked long and hard to prepare the HIS Field Services
Reimbursement Guide, a free-standing desk reference tool designed to a1
providers' billing questions about BCBSF and Medicare. More than 2,500
copies of the $90 bookl.et have been distributed. Pictured are (first rDW: ] 
Levine, Lynn Edwards, Gina Davis, Jeannie Gilreath, El vira Flor, (second
Bob Cooper, Vickie Robie, Steve Johnson and Diane Kelley

Health Options of Central Florid
expands service to Brevard Cou1

1
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Health Options of Central Florida has expanded its service area to Brevar
County, where it has opened an office and is offering enrollment for em1
ees of area businesses.
"We're excited about the opportunity to serve the residents of Breva
County, " said Medical Director/Administrator Dr. Tom Wyatt. "We belie
calibre of health care providers affiliated with HEALTH OPTIONS, our ci
rnitment to superior customer service, and our affiliation with the experi
and strength of Blue Cross and Blue Shield of Florida will make us an att
tive alternative in the Brevard County health care market."
The growing provider network in Brevard County includes 13 prim
care physicians, all four Brevard County hospitals, and various pharmacii
medical laboratories, X-ray facilities, home health care agencies, durable 1
cal equipment dealers and physical therapists.
Health Options of Central Florida is one of nine BCBS HMOs opera
in 30 Florida counties.
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up to the employees to purchase their
own individual health insurance.
The principal reasons small busi
nesses don't provide coverage are
(1) the business is too small to offer
a group plan; (2) health insurance is
too expensive; and (3) the employees
are covered by other means.
The 49 percent of small businesses
that don't offer a health plan to their
employees may present an opportu
nity for BCBSF to increase its market
penetration by providing these small
businesses with a group health plan
that is affordable and provides them
with the benefits they desire.
Some of the study's other findings:
• The top competitors selling group
insurance to small businesses are
Florida Home Builders Trust, United
Chamber Insured Plan, Prudential,
Aetna and Plan Services.
• Most of BCBSF's major competitors
offer cost containment programs
and maternity benefits.
• Most (85%) small business decision
makers purchased their health insur
ance through face-to-face contact
with an agent or sales representative.
• Small businesses that offer health
insurance to their employe es tend to
be larger (five to nine employees),
and they tend to have decision mak
ers who are more educated and who
are more likely to be female.

From a letter about Rachelle Norton
(Customer Service Representative,
Medicare B Telephone Communica
tions):
It is not often that an
employee in a large corporation or
in government is as conscientious as
Mrs. Norton ... "
11 • • •

One of the "beautiful people"
From a letter to Kim Rutledge (Cus
tomer Service Representative, Medi
care
B Telephone Communications):
11
•••
My gratitude knows no bounds for
all your help and cooperation. These
have been very trying days in my
wife's illness, as you can see with all
the claims. My faith in human nature
has been vindicated. There are still
some beautiful, caring people in the
world, and you are one of them. God
bless you."

Glad for help, finally
To Kathleen Kato (Customer Service
Representative, Medicare B Telephone
Communications): "I want to thank
you for taking care of my claim. I have
been trying since June 24, 1986 to
obtain payment. It was through your
cooperation that I finally received a
check for correct payment."

Thanks a million!
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W hatever help Patrice Robinson
(Customer Service Representative,
Motors Unit) gave to a Clearwater
compan½ their billing representative
thanked her with a "personal check
from my thank account." The amount
on the unofficial check was for One
million and no/less thanks for all
your help."
11

• Defining levels of service for
reimbursement
• Step-by-step instructions through
HCFA 1500 claim form
• Billing primary and secondary
insurance for Blue Shield and
Medicare
• Understanding the Blue Shield Sum
mary of Benefits and Explanation of
Medicare Benefits
• Important Blue Shield and Medicare
telephone numbers and mailing
addresses
• Instructions for managed care
programs
• Out-of-state Plan payment
procedures
• Terms and definitions of BCBSF and
Medicare
• Medicare benefits, reimbursement
and guidelines
• Comprehensive listing of procedures
and modifier codes
• Understanding modifiers
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Hard work pays off for HIS Field Services
Many employees worked long and hard to prepare the HIS Field Services
Reimbursement Guide, a free-standing desk reference tool designed to answer
providers' billing questions about BCBSF and Medicare. More than 2,500
copies of the $90 booklet have been distributed. Pictured are (first row, 1-r) Jill
Levine, Lynn Edwards, Gina Davis, Jeannie Gilreath, Elvira Flor, (second row)
Bob Cooper, Vicki.e Robie, Steve Johnson and Diane Kelley

Health Options of Central Florida
expands service to Brevard County
Health Options of Central Florida has expanded its service area to Brevard
County, where it has opened an office and is offering enrollment for employ
ees of area businesses.
We're excited about the opportunity to serve the residents of Brevard
County," said Medical Director/Administrator Dr. Tom Wyatt. We believe the
calibre of health care providers affiliated with HEALTH OPTIONS, our com
mitment to superior customer service, and our affiliation with the experience
and strength of Blue Cross and Blue Shield of Florida will make us an attrac
tive alternative in the Brevard County health care market."
The growing provider network in Brevard County includes 13 primary
care physicians, all four Brevard County hospitals, and various pharmacies,
medical laboratories, X-ray facilities, home health care agencies, durable medi
cal equipment dealers and physical therapists.
Health Options of Central Florida is one of nine BCBS HMOs operating
in 30 Florida counties.
11
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Th e City of]acksonville recently hosted visitors from Pusan, its sister city in
South Korea. BCBSF Corporate Communications Manager Jean McComb
was on hand to greet them at the airport and pass out caps bearing the BCBS
and Olympic logos. She is pictured with the chairman of Pusan Olympic
committee and an interpreter.
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